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To: Supervisor Zev Yaroslavsky, Chairman
Supervisor Gloria Molina
Supervisor Yvonne B. Burke
Supervisor Don Knabe
Supervisor Michael D. Antonovich

From: William T Fujioka

Chief Executive Officer ~~
IMPROVED METHODOLOGY FOR MONITORING THE QUALITY OF SERVICE
PROVIDED TO 2-1-1 CALLERS

This is to provide a status update and request a 50-day extension, in response to the
July 24, 2007, motion by Supervisor Gloria Molina. The motion which instructed the
Chief Executive Office, in consultation with Board offices, to work with 211 LA County to
develop an improved methodology for monitoring the quality of service provided to 2-1-1
callers, and to assess both the types of phone calls and what type of assistance is being
provided, including a statistically significant survey of callers. The assessment is to
include a method to collect follow-up data on any complaint calls that relate to a lack of
follow up from County departments or service agencies.

In response to your Board's instructions, staff have met with 211 LA County to discuss
additional methodologies to improve the quality of service beyond the currently required
levels and to collect follow-up data on complaint calls that relate to a lack of follow-up by
County departments or service agencies. Possible ideas were: hiring additional 211 LA
County quality control staff for increased monitoring and follow-up, training a core
County team to assess the quality of calls and scheduling listening dates, modifying the
current follow-up questions and processes, and changing the follow-up calls to an
automated system in order to increase the number of follow-up calls completed.
Although 211 LA County's current operating system collects data on the type of
assistance provided to 2-1-1 callers, the data cannot easily be manipulated into reports.
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211 LA County has been working on the development of a proprietary softare utilizing
non-County funds to respond to the issues of data reporting. This effort is expected to
be completed within 12 months.

In order to further develop the methodologies, in consultation with the Board offices,
additional time wil be necessary. We will provide your Board with a report no later than
Thursday, November 29,2007.

If you have any questions or need additional information, please contact me or your
staff may contact Karen Herberts at (213) 974-1329 or via e-mail at
kherberts~ceo.lacounty .gov.
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c: Executive Offcer, Board of Supervisors

County Counsel
Chief Information Officer
Director of Children and Family Services
Director of Community and Senior Services
Director and Chief Medical Officer of Health Services
Director of Mental Health
Director of Public Health and Health Offcer
Director of Public Social Services
Executive Director of 211 LA County

Methodology Extension


